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FCC - MANROOM 

STATE OF VERMONT 
DEPARTMENT OF PUBLIC SERVICE 

June 27,2005 

Marlene H. Dortch 
Office of the Secretary 
Federal Communications Commission 
445 12" Street, S. W. 
Washington, DC 20554 

Re: Annual Log Summary of Consumer Complaints Concerning TRS 
CG Docket 03-123 

Dear Madam Secretary: 

Enclosed for filing with the FCC in compliance with 47 C.F.R. 564.604 are an 
original and four copies of the Complaint Log Summary for the Vermont 
Telecommunications Relay Service. In addition, a 3.5-inch diskette is enclosed, which 
includes the complaint log of Sprint for Vermont as the VTRS vendor (Excel). Please 
note that no consumer complaints alleging a violation of the federal minimum standards 
for TRS were filed directly with the Vermont Department of Public Service during the 
period in question. 

.,- 

De%a L. Franke1,birector for 
Consumer Affairs & Public Information 

Enclosures 



Relav VT 
6/04 - 5/05 1 FCC-MAlLROOM I 

01 Dlai OulTime 
02  didn't Follow Database Insf. 
03 :Didn't Follow Cusf Instruct 
04 'Didn't Keep Customer Wormed 
OS 'Agent O8rconnrcfed Caller 

I 

09 'Everything Relayed 

1 1  IVGO Procedvrrs Not Followed 
12 Two Line VCO Procedure Not F 

10 lHCO Piocedllres No, F d l O W e d  

13 Background Nome Nofry@ 
14 Feelings Not Uewnbed 
15 'Recardlng Feature Not Used 
16 Na8se m Center 
17 Agent was Rude  
16 Problem Answer Machine 
19 Spanish sen,cr 

20 S eech to S eech 

2 Lost Branding 
3 Charged for Local Call 
4 Trorlble Lnklng Up 
5 Line Dlsconnecfed 

6 Garbled Message 
7 Database NO, Rvallable 
8 sp,,,  screen 

9 Other Technical Type Complaint 

I TOTALCONTACTI 0 I 0 l r l  0 1  0 1  0 1  3 1  0 1 1 1  3 1 1 1  0 
1 
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Volume settings. Customer indicates the circumstance 

I211 6104 

311 8/05 

I I lis now improved. 
12/3/04 /Echo Sounds I1 2/4/04 IEcho cancellation software update sent to remedy this 

experience. 

telephone company to have them check the phone line. 
Provided information on other tips that may alleviate 
disconnectheconnection incidence. Enabled visual 
prompt alerting user to status of reconnection e 

Users calling card presented the call as MD to MD 
rather than VT to MD. The Captioning Service Center 
recognizes the call being made within a different state 
other than the CapTel user's state. Advised customer 
how to dial call successfully. 

Disconnect-Reconnect 12/16/04 Performed test call. Advised customer to contact 
during calls 

Billing Issue-Local billing 3/18/05 
number out of CapTel 
user's state's jurisdiction 



1 

12/09/04 

numbers came back as volce. Recommended customer to contact 
LEC to resolve issues. Customer will monitor situation and keep issues should be referred to the LEC. 

TTY customer unable to make LD calls any time of day Relay oper 
types "phone company equipment busy" (apologized for problem 
encountered all info, Including COC entered correctly in system. 

be a problem with her long distance carrier MCI. Call went through 
line with other providers, See K64531831 for more details. 

We met with the CA and have taken corrective action. 3/2/05 - 3/3/05 
e was speaking a rather lengthy passage and said "I'm getting 

tired and i can't wear myself out I am going out tonight I need to find 
someone to take over this call." The voice caller stated that this is 
the 2nd time she has had that CA and said the previous time the CA 
was not paying attention on the call. She said this is very 

problem customer continues to experience the problem problem 
never resolved T.T. 1002478215 (complaint opened per VT Acct 

When I gave the operator the number, I also had instructions for teh 
call. The operator when ahead and started dialing. I could not finish 
typing the full instructions. Thanked Customer for lening us know 
and that this would be forwarded to the aoorooriate suoewisor. No 

12/09/04 Spoke with the agent. The agent remembers getting a " G A  and then 
after she dialed the call, she noticed that the TTY user began typing 
again. Re-iterated with the agent to wait for the " G A  before dialing 
the call. 

lunprofessional and wanted to file a complaint. She said follow up I I 
04/06/05 ITTY customer unable to dial LD number via VI Relay last busv I 04/22/05 IAccount Manaoer met with customer and tested line. Problem I 

s,gnai ncard cdslomei pre. 1.5 f Icd comp a nl 2-22-05 repon ng 
iamc woo cm Iro-ble I met c x c a  lnat ca 5 to. u DE maoc mlnoul I I I into .co inc I I D carr er MC Recommenoeo Inat cslomer conlact I MC 1.3 reso .C ssre At ins  t me. c.ilcmer repons no t-nner ss,es 

! 
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DOCUMENT OFF-LINE 

This page has been substituted for one of the following. 
o This document is confidential (NOT FOR PUBLIC INSPECTION) 

o An oversize page or document (such as a map) which was too large to be 
scanned into the ECFS system 

o Microfilm, microform, certain photographs or videotape. \ 

- 

o Other materials which, for one reason or another, could not be scanned 
- ( into the ECFS system 

\ 

Thektuatbocument, page@) or materials may be reviewed (EXCLUDING 
CONFIDENTIAL DOCUMENTS) by contacting an Information Technician at the FCC 
Reference Information Centers) at 445 12'h Street, SW, Washington, DC, Room CY-A257 
Please note the applicable dodret or rulemaking number, document type and any other 
relevant information about the document in order to ensure speedy retrieval by the 
I nforrnation Technician 


